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DETAILED ACTION 

Claim Objections 

Correction is required. 

Claim Rejections - 35 USC §112 
3- The Mowing is , , uola|jon o(0x secmd para8raph ^ ^ ^ ^ ^ ^ 

C Wms 3,a r e rej ec Wunder 3 5U ,,, 1WoDdparapaAasbeiii8WeWtefor 

the invention. 

The term "substantially" used in claim, u , *• 

31mS 3 " 5 18 a relatlve te ™ which renders the claim 

C/a/jw Rejections - 35 USC § 102 
b- for ft. rejections „„ der this secti0 „ . n ^ office 

A Pmon shall be atihd ,„ , ^ _ 
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Claims 1-7 and 11-18 are rejected under 35 U S C 10?fM u- 
n , cr ^U.^C. 102(b) as being anticipated by 

Crockett (U.S. 5,325,292). 

1 , ; percum 

a contact center, comprising: 



at 

more than 
40-65, 
30-60, 
into 

each 



wherein a plan foreach . 

prepared. • ni ep talsf „ ra „ upconlingdayithe rota 
a*-* of ptaned incremenB ^ ^ ^ ^ ^ 

tleastaftefrequMcyofthesecondpenodav ^^ te 

of agents (See a, leasl flgures 9 m 
15lines60«7 , 40-65, column 4, lines 20-47, column 

II ; ra " 4 ' lmeS '- 20 '^ 8 ' ltaK5 ----'--3 M „, wh ere 1 „.e 
of .he second penod is heiween Me half md ^ 
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v dl ieast ft g"re 3, column 4 lines 1 ?n 

c , , fl ' llmU1 8> ,mCS U45 > ^ 9, line. 30-50 and 

column 19, lines 30-60 wherein th.A J »^.and 
. wherem the duratum of the second period ls one half hour) 

y - As per claim 5, Crockett teaches wherein the second „, ■ „ ■ 

♦ , . in «e second penod ,s substantially two hours 

(See at least figure 3, column 4 lines! 20 ... 6,. 

• ta» 1-20, column 8, hnes 1-45, column 9, li nes 30-50 and 
column 19, lines 30-60 wherein th P H ne ^50,and 
' 6m *" dUratl ° n ° f the Period is two hours) 
As per claim 6, Crockett discloses wherein the first nenoH ■ 
ip ae t f P d 18 one workin g day fSee at 

least figure 3, column 4, lines 1 20 ™i o 

' 2 °' C ° 1Umn 8 > hnes 40-45, column 19 lines 30 60 , , 

lines U j , -W-60, column 21 

DeS M - 50 ' md c °l«mn 22, li nes 5 . 20 wherein f . , f . 

wherem the first penod is a working day) 

^^^^rockettwhereinavariancethatdoesnotexceedtheth h M • 
ford,SCUSS1 ° nSUb ~^ 
^'^^^^^^^ 

1 in • .i iines4U-07, column 17 lines 

' 2 ' ASPerC ' aim "' Cwk ««os e sam el hodteh ercomD ,. 

1«0, column ,5, fa. 60 -67, Mtam 16> ^ U5mi 4J 

and column 17 ii nes i on ■ ° 7 ' 
1 - 20 ' wberem reports show performance indicators). 
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13. As per claim 12, Crockett discloses wherein the generation of the report is conducted on a 
per Agent basis (See figure 4, column 1, lines 15-30, column 8, lines 40-45, column 15, lines 60- 
67, column 16, lines 1-15 and 45-67, and column 17, lines 1-20, which discusses generating a 

report on a per agent basis). 

14. As per claim 13, Crockett wherein further reports are generated daily and weekly (See 
figures 4 and 9, column 1, lines 15-30, column 15, lines 60-67, column 16, lines 1-15 and 45-67, 
and column 17, lines 1-20, wherein reports are generated daily and weekly). 

15. As per claim 14, Crockett teaches a method further comprising at least one consequent 
action point (See at least figures 9 and 1 0, column 2, lines 40-65, column 4, lines 20-47, column 

15. lines 60-67, column 16, lines 1-45). 

16. Asperclaim ' 5, Gockettwheremte consequent acdon pom, comprises scheduling a 
course for a, leas, one agent (See a, leas, figures 9 and 10, column 2, lines 40-65, column 4, lines 
20-47, co 1U mn 15, lines 60-67, column ,6, lines 40-67, commn ,7, lines 1-20, which discusses 

scheduling a pattern for an agent). 

17. Asperclaim 16, Crocket, discloses wherein the rlrsttime period is determined by higher 
management (See a, leas, figures 3, 8, and .1, column 2, lines 40-65, column 3, lines 6M7, 
column 4, lines 1 -20, column 8, lines 5-45, and co.umn 19, lines 30-60, wherein a plan for each 

agent is prepared by management). 

18. As per claim 17, Crockett teaches a method further comprising maintenance of 
information regarding the capability for each Agent (See at least figures 4, 5, and 8, column 3, 
lines 15-50, column 8, hnes 30-45, column 19, lines 20-60, wherein infonnation is maintained 

regarding the agents). 
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19. As per claim 18, Crockett discloses wherein at least one performance indicator value is 
adjusted in response to variance from the plan (See at least figures 9 and 10, column 2, lines 40- 
65, column 4, lines 20-47, column 15, lines 60-67, column 16, lines 1-45, wherein the indicator 
values are adjusted based on the plan changing). 

Claim Rejections - 35 USC § 103 

20. The following is a quotation of 35 U.S.C. 103(a) which forms the basis for all 
obviousness rejections set forth in this Office action: 

SSTS^toS? ?«he n Hlf ,h0U8h f inVent ? n iS " 0t idemiCally diSC ' 0Sed OT deSCTib «l « « forth in 

Claims 8-10 are rejected under 35 U.S.C. 103(a) as being unpatentable over Crockett 
(U.S. 5,325,292). 

21. As per claims 8-10, Crockett discloses agents having scheduled meetings during the 
workday, discussing variances that do not exceed thresholds, and shift level managers versus 
managers of units and call-center supervisors. Crockett discloses these different levels of 
employees communicating through the system (See at least figures 2 and 8-10, column 4, lines 1- 
47, column 6, lines 25-40, column 8, lines 30-50, column 14, lines 1-15, column 15, lines 60-67, 
column 16, lines 40-67, column 17, lines 1-10). However, Crockett does not expressly disclose a 
plurality of scheduled meetings between a Team Leader and each Agent, a plurality of scheduled 
meetings between at least one Team Leader and higher management, and only one scheduled 
meeting occurs per day. 

Crockett discloses scheduled meetings and different levels of management in a force 
management system for a call center. Different levels of employees having meetings with one 



are 
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— er within . business 0 , ^ ^ ^ ^ ^ ^ ^ ^ ^ 

have been obvious ,„ one of oniinary sM . ^ ^ , ^ ^ ^ . ^ ^ ^ 
-tings between Team Leadere md age „, s ^ ^ ^ ^ ^ ^ 

clear on the service level goals and the schedules. 

Furthermore, Crocket, discusses the importance of service ,eve,. „ would have been 

-etingperdayinorderto increase the productivity of the agents and manage, by Wving 
enough time to dedicate to work. 

Conclusion 

The prior art made of record and not rehed „p„„ is ^dered peninent l0 „ 

disclosure. 

Mc^onghe,a,. (U .s. 6 ,, 15 , 69 3 )tt ache smo „,ori n gp erfo ^ inacffitomer 

service center. 

H-a (U.S. o,l ,9,097) discloses a system for nuantif^ human perfonMnce 
Machtn e, al. (U.S. 6,038,544) teaches measuring an agent's performance 

system. 

cxam.net should be directed to Bern V m Doren whose telephone number is ,703) 305-3882. 
The examiner can normally be reached on M-F, 8:30-5:00. 
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If attend ,„ reach fe examine by .eiephone are unsuccessful, fte examiner's 
supervisor, Tari, „a fc ca „ be reached on po3) 305 . 9643 ne ^ phoM nm]bH ^ ^ 

oration where (his applica.ion or proceeding „ assigned is 703 . 872 . 9306 

Info™,™ regarding «he of m applicatio „ m>y be ^ ^ ^ ^ 

Application Information RetrievaHPAIR) svstem ^h.c - f • , 

imiKj system. Status information for published applications 

may be obtained from either Private PAIR or Public PAIR ^t^.c • r ■ 

or ruotic PAIR. Status information for unpublished 

app.ica.ions ,s avai,* to* Mvate PAM 0 „, y . m ^ ^ 

^ see h, t p ://pai , direct . uspto . gov . s „ ou|d you hm quKtions m ^ (o ^ ^ ^ 

^ conrac, theEiectronic Business Center (EBC) a, 866-2.7-9197 (,0,1-free). 
bvd 
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